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Hospital Names Chair
ofCammunity Health
and Health Studies

nity-based approach to medical student and
resident education, and incorporate medical
outcomes research in teaching programs.

Mark]. Young, M.D., a specialist in general
internal medicine, an educator and
researcher, has been named chairperson of
the newly formed department of community
health and health studies at Lehigh Valley
Hospital. A native of Detroit, Young was
selected after a national search that began in
1994. He assumed his position on Nov. 1.

Mark Young, M.D.
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In this new role at Lehigh Valley Hospital,
Young will focus on the integration of
medical care, research and education efforts
to help improve the health status of the
Lehigh Valley community. Young most
recently served as associate chair of internal
medicine for Henry Ford Health System,
Detroit and professor of medicine at Case
Western Reserve University, Cleveland.
Previously, he was associate professor of
internal medicine and section chief of general
internal medicine at the Medical College
of Wisconsin. He also chaired the National
Heart, Blood and Lung Institute's task force
on quality of asthma care, and is a member
of the U.S. Agency on Health Care Policy
and Research.
According to Robert]. Laskowski, M.D.,
Lehigh Valley Hospital's new senior vice
president for clinical services, Young will
provide leadership for the hospital's efforts
to "expand the boundaries of the traditional
hospital to understand, measure and improve
how we promote health and reduce and treat
major chronic illness in our communities."
This includes helping develop medical
education curriculums that take a commu-

"Dr. Young and the department of community health and health studies will provide
the 'glue' that unites our activities as medical
providers and as partners with other community agencies in our efforts to keep the Lehigh
Valley healthy," Laskowski said.
According to Elliot]. Sussman, M.D., Lehigh
Valley Hospital's president and CEO, "Dr.
Young will provide valuable leadership in
vaulting the hospital into national prominence
for health improvement activities yielding
great benefit to the citizens of the Lehigh
Valley. The Dorothy Rider Pool Health Care
Trust's recent $1.7 million grant to Lehigh
Valley Hospital to support community-based
medical education and pledge of further
support are evidence of this critical need."
Young earned his medical degree from the
University of Michigan Medical School and
was a member of the University's faculty.
He completed a residency in medicine and
was chief medical resident at the University
of Michigan Hospitals, Ann Arbor. He was
a Kaiser Family Foundation fellow in general
medicine at the Hospital of the University
of Pennsylvania. He has researched and
published extensively on the topics of
medical decision-making, clinical care and
health education.
Young is certified by the American Board
of Internal Medicine and is a member of the
American College of Physicians, American
Federation of Clinical Research, Society for
General Internal Medicine and Society for
Medical Decision Making. •

North Penn Hospital
Joins PennCARE
sM

North Penn Hospital, Lansdale, Pa. and its
medical staff have joined the PennCARESM
integrated delivery system, a network of
hospitals, physicians and other providers
offering a full range of prevention and
treatment services to businesses in eastern
Pennsylvania.
North Penn Hospital is a ISO-bed acute care
hospital with a medical staff of over 200
physicians representing 40 areas of medicine
and surgery. The hospital offers residents of
Bucks and Montgomery counties services in
cardiology, maternity, oncology, ophthalmology,
orthopedics, outpatient surgery, physical
rehabilitation, oral surgery and podiatry.

2

The addition of North Penn Hospital to
PennCARESM brings the number of participating hospitals to eight, with combined
medical staffs of2,230 physicians. More than
two million residents live in the counties
served by PennCARESM in an area measuring
more than 3,800 square miles.

The other partners in PennCARESM
include the following hospitals and their
medical staffs:
• Doylestown Hospital, Doylestown
• Gnaden Huetten Memorial Hospital,
Lehighton
• Grand View Hospital, Sellersville
• Hazleton General Hospital, Hazleton
• Lehigh Valley Hospital
• Muhlenberg Hospital Center, Bethlehem
• Hazleton-St. Joseph's Medical Center,
Hazleton
Penn State University's Hershey Medical
Center will participate through a contract
for highly specialized medical services.
The PennCARESM network does not involve
the merger of assets; each hospital remains
independent and has an equity interest in
the network. The partners have agreed to
participate in mutual contracting, consistent
medical management and single data
collection to measure and improve health
outcomes of individuals covered under its
health plan. •

The Medallion Lecture SeriesDELIVERS ...
"Knock Your Socks Off Service," an important talk on all aspects of customer
service. Consultant and co-author of "Knock Your Socks Off Service, " and "Knock Your
Socks Off Answers, " and a principal with Performance Research Associates in Minnesota,
Kristen Anderson will focus on the service issues that impact front line service providers.
Some of Anderson's clients include Wendy's, Paine Webber and Kinko's.
Topics for Anderson's talk include:
• To the customer, you are the company - customers don't distinguish between
you and the company.
• If you don't have satisfied customers, you don't have a job.
• How to manage service breakdowns effectivelyand win greater customer loyalty.
• Creating a memorable experience for every customer by meeting their
expectations and satisfying their needs.
All Lehigh Valley Hospital and Health Network employees are invited to the lecture
which will be held on Monday, Dec. 4 from 9:30 to 11 a.m. at CC&J-78 auditorium
and 1:30 to 3 p.m. at 17th & Chew auditorium. This exciting lecture is provided through
an endowment from Friends of Nursing .•

PCCUPD/llE
On patient centered care units (7A, 7B, 7Cj
6B & 6Cj and 4B) far too many telephone
calls are being directed to the main unit
phones. This does not allow us to take
advantage of the team and R.N. cellular
phones available on the units. To better
utilize this technology, please call the team
and R.N. members directly instead of using
the main number (which should be reserved
for general information and admitting.)
If you call the "team" number you will
receive a message, telling you how to proceed
with your call. If you call the R.N. number,
you will speak directly to the R.N. caring
for the patients in the corresponding room.
In approximately two weeks you should
receive a card listing all of the redesigned
unit numbers and a new page with the
numbers to be placed in your Lehigh Valley
Hospital phone directory. Until those items
are available, please use the numbers below
and place this information in your phone
directory.

PCC Units Phone Directory
UNIT

ROOM#

TEAM#

RN#

4B

1-5
6-9
11-14
15-20

6704
6702
6701
6703

0243
0241
0241
0243

6B

2-5
6-10
11-14
15-18

5611
5612
5613
5614

0224
0225
0226
0227

1-5
6-10
12-15
16-19

5481
5482
5483
5484

0232
0233
0234
0235

1-4
11-15
16-19

0201
0203
0204

Dialysis

1901
1903
1904
1830

7B

1-5
6-10
11-14
15-18

8761
8792
8793
8794

0208
0209
0210
0211

7C

1-5
7-10
11-15
16-19

1981
1982
1983
1974

0216
0217
0218
0219

6C

7A

Fifth Floor
Staff associated with all three patient care
areas on the fifth floor are actively developing
work redesigns based upon patient centered
care principles. Planned implementation
dates of the new care delivery models are:
• TTU - Feb. 18
• 5C -Mar. 3
• 5B - Mar. 17
Positions for patient care coordinators,
administrative, R.N., support and technical
partners will be posted during the months
of November and December.

Other Areas
The emergency department, cardiac
catheterization laboratory, and 3C have also
been developing redesign initiatives utilizing
patient centered care principles. Newly
designed positions in these areas will be
posted during November and December.

Continuous Evaluation and
Performance Improvement
On each of the five patient centered care
prototype units, staff have the opportunity
to write their thoughts related to "successes"
and "challenges" associated with implementation of the new care delivery models. The
successes are then celebrated and an action
plan is developed for each challenge.

Successes
Here are some quotes on successesfrom various
staff members.
"Consistency of staff members within team
area provides multiple benefits for both the
staff and patient."
"Dietary trays are delivered more expediently."
"Patient call lights are answered very readily."
"In the development of each of our team
routines and performance expectations of
each staff member, we have true input into
the structure of our jobs-more control."
"I love the closeness of supplies."
"The unit is much cleaner, neater and more
organized. The hallways are empty!"
please turn to page 8 _
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CAREER CORNER
According to Max, "From the first day we
met Bob he has been an integral part of the
pediatrics team. It is a joy to have someone
with such a positive and industrious attitude
on our team. One of the most important
aspects that Bob brings to his job is the way
he deals with the parents and children on the
unit. They really respond to his sense of
humor and caring manner."

Robert Rausch has been in the work force for
45 years. The last seven have been spent as an
employee of Lehigh Valley Hospital. It is
those seven years that he says have been the best

Robert Rausch
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After 45 years with the same company,
Rausch suddenly found himself out of work.
It was difficult finding a job but in March of
1988 he landed a job at 17th & Chew as a
member of the housekeeping department.
He had responsibility for the inpatient pediatrics unit. According to Rausch and Cindy
Max, R.N., director of patient care services,
pediatrics, it was a perfect match. Rausch says
he immediately felt fortunate to be a part of
a great department and to work with such
hardworking and dedicated people. He
credits Max and Shirley Wagner, clinical
nurse facilitator, with creating a wonderful
work environment and encouraging him and
the other members of the staff to work to the
best of their abilities. Rausch has certainly
done this and was the recipient of the 1995
Friends of Nursing Ancillary Team Member
award.

Rausch is the first to credit those on his team
with hard work and dedication but it is also
clear that Rausch possesses the same qualities. "I am one of the luckiest people to work
in such a great environment with wonderful
people and be given all the benefits that go
with this job. I think that attitude plays a
major role in whatever you do and you can't
help but have a good attitude when you care
for children and work with the high level of
professionals that I do." Obviously, hard
work, diligence and a positive attitude are all
part of what make Bob Rausch a valued
member of the pediatrics team. •

All EMplOYEES ANd pHysiciANS ARE iNViTEd TO ATTENd
THE LEHiGH VAllEY Hosplrsl ANd LEHiGH VAllEY HEAlTH NETWORk
-ANNUAL

MEETING-

WEdNESdAY, DECEMBER
LEHiGH VAllEY HospiTAl--CEdAR

6, 1995,4 p.M.
CREST & 1--78,Audironiua
Amada Inacay, general services, shown here in
the pediatric outpatient surgical unit, sports her
department's new uniform. This is one ofthe many
improvements made by Morrison-Crothall

as part

of their housekeeping service to Lehigh Valley
Hospital.
The Nov. 22 issue of CheckUp will provide more
information on the detailed services of MorrisonCrothall. Look for information on a hospital-wide
campaign encouraging everyone to take pride in
keeping their hospital clean!

ABOUT OUR PEOPLE
"Ibis is what the 'hospital
family' is all about!"
In September, the Lehigh Valley Hospital
family was saddened by the loss of one of its
members, Michele Kline. Michele was an
employee for more than 10 years and the
impact of her life on her friends at the hospital is illustrated by many acts of kindness.
During her illness, friends coordinated and
prepared meals for Michele and her family,
some visited her at home before her death,
hundreds attended her services and many
have given generously to the Michele Kline
Trust Fund established for her children.
The most recent activity was a bake sale held
on Oct. 26 to benefit the trust fund. The
Anderson Wing lobby was "delicious" with

homemade brownies, cookies and other
sinful treats. While the baked goods were
heavenly, possibly the true spirit of the event
is best summed up in this e-mail sent by Janet
Snyder, patient representatives office to Lou
Liebhaber, chief operating officer.
"Just a note to let you know that the bake sale
for Michele Kline made $425. I also wanted
to tell you what I saw while working at the
sale. I saw the 'hospital family' in action. As
soon as I spoke of Michele and her children
to fellow employees and volunteers - they
contributed over and above buying the baked
goods. Some just gave all the change and
dollar bills in their pockets. Even the young
man who was the DJ at the clambake stopped
by and offered to DJ a fundraiser at no
charge. This is what the 'hospital family' is
all about!" •

Family Practice Talent
We share at least eight hours during our
work day with people in our departments
and we don't always get the opportunity to
find out what our colleagues do outside of
that environment. We often discover hidden
interests and many talented people in our
midst - one of those people is Deborah
Shalders, M.D.
Dr. Shalders recently joined the staff at
Lehigh Valley Family Health Center and the
faculty of the new family practice residency
program. She attended the University of
Buffalo School of Medicine and completed
her residency at Sacred Heart Hospital.
While she is certainly busy with her new
responsibilities, Shalders is an accomplished
artist who works in oil and watercolor and
whose primary subjects are birds of prey and
ducks.

"Peregrine Falcon" by Deborah Shalders, M.D. will
be shown as part of a select exhibit of award-winning
art by members of the American Physicians Art
Association

(APAA). The show will run through Nov. 30

at the Morani Gallery of the Medical College of Philadelphia College of Pennsylvania in Philadelphia.

In addition to the Morani Gallery exhibit,
Shalders' work was also recently featured in
the Rotunda Gallery in Bethlehem after being
accepted for the Lehigh Art Alliance annual
show. Her work will also be exhibited at the
58th Annual AP AA Exhibit in Missouri this
month. Congratulations to Dr. Shalders on
her accomplishments! •
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FROM OUR CUSTOMERS ...
The patient representatives receive
letters and comments weekly from
patients recognizing Lehigh Valley
Hospital for exemplary care and service,
It is important to recognize these
accomplishments and the departments
and employees who perform their jobs
with dedication and compassion. To
allow us to celebrate these successes,
CheckUp will reprint excerpts from these
letters and surveys on a regular basis.
From a letter dated Nov. 1995:
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"... on September 3, 1995 my daughter and I
were traveling through the Lehigh Valley on
1-78 when she was struck in the eye by some
unknown object. As a result, we arrived at
your hospital. There, we were greeted by a
triage nurse in the ER waiting area. Her
quick attention to my daughter and her
overall professionalism quashed Kristyna's
fears of being at a hospital and set the stage
for what was nothing but the finest emergency care I could have asked for.

New Program toInvolve
Patient's Family
The Family Care Giver Program, a component of patient centered care recently began
on the 7th floor. The program offers family
members the opportunity to become care
partners during their loved one's hospitalization. Care partners will learn about many
facets of care such as treatment planning and
will be encouraged to participate in treatment
and therapy. The goal is to train the care
partners to manage these tasks in the hospital
under the guidance of staff and then take over
the care when the patient goes home. Care
partners are also given extended visiting hours
and access to the family room.
According to J eanine DeLucca, geriatric
clinical nurse specialist and program codirector, the family care giver program, "It is
important for the patient to choose a care
partner that is willing to accept the responsi-

While Kristyna was receiving her excellent
medical attention, there was all kinds of
chaos brewing in the ER Helicopters were
landing, people being rushed past to the
trauma room, doctors giving orders over the
radio, ambulances coming and going, but in
the middle of all this, the doctor would
switch gears, talk to and treat my ten-yearold. I had expected to be triaged and then
sent to the waiting area for a long wait, but
my daughter was attended to quickly by a
nurse and doctor who provided excellent care
and took the time to explain to her and me
exactly what they were going to do.
I write this letter to say thank you to the ER
staff who cared for us that day and to call
your attention to just what a great staff you
have working for you in the ER. I can
honestly say I expected the worst that day
given the intense situation that seemed to be
brewing but my actual experience could not
have been better. Again, I extend a heart-felt
thanks to the ER staff for the caring service
we received that day!"

- Sincerely, Daniel J. McKee

bility of their care. We certainly want to do
all we can as staff to help the care partners
learn all they can during hospitalization and
provide the individualized care to satisfy the
patient and prepare everyone for the return
to home." So far seven people have agreed to
become care partners. Lisa Lacko, geriatric
nurse specialist and program co-director says
that while that might not seem like many, it
is a great starting point for it enables the staff
to remain in close contact with these caregivers. Lacko also stresses the fact that the
program may not be appropriate for all
patients and families.
Please do all you can to support the family
care giver program by welcoming care
partners when they visit various areas
throughout the hospital. They will be
identified by a yellow name band and patient
charts will be identified with a family care
sticker. CallJeanine DeLucca, ext. 1268 for
more information or questions about the
family care giver program. •

BULLETIN BOARD
• Recreation Committee News ...

... The Recreation Committee Annual
Christmas Bazaar will be held on Thursday,

• The committee is sponsoring a trip to
New York City on Saturday,June 1, 1996
to see Phantom of the Opera! Tickets are $85
per person and include round trip transportation by bus and a ticket to the matinee
performance. The group will depart from
CC&I-78 at 7:30 a.m. and return immediately after the show (approximately
7 p.m.) Make checks payable to LVH Recreation Committee and send them to Sharon
Bartz, Neurosciences Research, 1243 SCe.

Nov. 30 and Friday, Dec. 1 in the Anderson
Wing, CC/I-78.

... Get ready for the Second Annual Granit
Resort, Hunter Mountain Winter Getaway
Weekend, Feb. 2-4. The fun-filled weekend

• Remote Control Club: The security
and courier departments are looking for
sponsorship/donations from other units and
departments in the hospital for the Remote
Control Club which benefits Good Shepherd
Rehabilitation Home. Specifically, donations
are needed for cars and radios for the residents of the home. If you would also like to
join the club, meetings will be held once a
month at Good Shepherd. Contact David
Matey via e-mail for more information.

starts on Feb. 2 at 6 p.m. and ends Feb. 4
at 9 p.m. Many activities and amenities are
included in the price of the getaway The price
for four people/room is $189pp; 3 people/
room - $199pp; and 2 people/room: $209pp.
A $50 deposit (due Nov. 10) payable to
Eastern Light Getaways, Inc. reserves your
spot. Send your check to Jill Roseman,
Professional Development, Suite 410,
John and Dorothy Morgan Cancer Center.
Questions? Contact Jill via e-mail.

• PEDS Unit Tours:
Due to overwhelming interest, tours of the new unit are being
offered every Wednesday from 1 to 3 p.m.
For the privacy and security of our children,
we urge you to confine tours to these times.
Thank you to all who have welcomed and
supported pediatrics during this exciting
transition and for your interest in seeing
our new "home."

... Uniform Discount! All employees are eligible

made by one of our pediatric patients.

to receive a 15 percent everyday discount and
a one-time 20 percent discount from M.P.
Uniform & Supply Company, 622 State Rd.,
Emmaus. For more information and discount
coupons, contact Helga Klemp, ext. 5243 or
via e-mail.

This is a great idea for kids to send holiday
greetings to teachers, cousins and friends ...
or a unique greeting for you to send to a
loved one. Plus, all the proceeds from the
sale of the cards benefit a great cause pediatric staff education! The cards are sold
in packs of five for $6 and will be available
beginning Nov. 10. Contact Fran Feathers,
child life specialist, ext. 6712 for more
information. Funding for the printing of
these cards was graciously provided by the
Lehigh Valley Hospital Auxiliary and the
Allentown Auxiliary of Lehigh Valley Hospital.

George Shaptah gets ready to valet park the 5,OOOthcar.
Valet parking at 17th & Chew began November 1994.
Gerald Kresge and David Feist stand by!

• Introducing Pediatric Holiday
Greeting Cards ...featuring a design

• Parking Rules & Regs: Parking availability in the employee lots at CC&I-78 has
improved. Security will once again enforce
the rules prohibiting parking in driveways
and grassy areas which were relaxed during
construction. Also, the gates in the parking
lots will be placed in the down position by
Nov. 20 requiring a parking access card for
entry. If you need to have your parking access
card checked, contact security at ext. 8220 .•
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EDUCATION
HR Development
Information

• Neonatal resuscitation certification!
recertification will be held on the following
dates at 17th & Chew:
Tuesday, Nov. 14 - Thursday, Nov. 16
Tuesday, Dec. 5 - Thursday, Dec. 7

• Hospital Orientation:
The next hospital
orientation will begin at 8 a.rn. at CC&I -78 on
Monday, Nov. 20. An optional tour of both sites
will be held on Wednesday, Nov. 22 beginning
at 1 p.rn. at 17th & Chew and 2:30 p.m. at
CC&I-78. Reservations are required for the
tour. To register, call ext. 3049.

If there are any staff at CC&I -78 who are
interested or need recertification, e-mail
names or questions to Wendy Amig.
• Symposia Reminder
The Center for Educational Development
and Support has announced the next topics
of the regional symposium series to be held
in the auditorium at CC&I-78. For more
information or to register, please call
ext. 1210.

• Seventh Annual Neuroscience Symposium:
New Frontiers in Headache Management will be
held on Saturday, Nov. 11. Topics include:
"Migraine Pharmacology," "Psychiatric
Aspects of Headaches" and "Chronic Daily
Headache."
8
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• CPR Recertification:
CPR Recertification will be held in the 24-hour period
beginning at 10 a.m. on Wednesday, Nov. 15
at CC&I-78, Nursing Learning Lab, GSB,
2nd floor .•

BENEFITS UPDATE

It's time for all employees to enroll or
re-enroll in the flexible spending accounts
or change health plans. For part-time
employees, it's time to think about enrolling
in one of the health plans for the first time.
Packets for this year's open enrollment
will be delivered to your department no
later than the week of Nov. 6. There will
be a packet for each employee scheduled
at least 16 hours per week.

PCC Update (from page 3)
Challenges
1) A challenge expressed by staff members has
been having only one RN. assigned to each
team and those occasions that arise when
another RN. is necessary. The action plan
developed by the staff called for an additional
1.5 RN. FTEs!unit. This allows one "float"!
P.RN. RN. on each unit, seven days!week
between 11 a.m. and 7:30 p.m.

All enrollment forms need to be returned
to human resources no later than Nov. 30.
If you have any questions or need more
information, contact human resources,
ext. 8800 or attend one of the benefits fairs
scheduled for:
• NOV.14 at 17th & Chew - lobby
• NOV. 16 at CC&I-78 - Anderson Wing lobby
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• CPR Certification:
CPR Certification
will be held in two parts and attendance is
required at both. Part I will be held Wednesday,] an. 10 from 9 a.m. to noon in room
900, School of Nursing, 17th & Chew.
Part II will be held Wednesday,]an. 17 from
9 a.m. to noon, same location. To register,
complete and return the appropriate form
located on the monthly HRD calendar
outside room 900, School of Nursing, 17th
& Chew, or outside the AV Services area at
CC&I-78.

Pa.

2) Another challenge that was identified was
that RN.s were spending too much time
transcribing orders.The action plan has
assigned an administrative partner to the
unit allowing them to assist the team in
daily routine order transcription. There will
continue to be at least one administrative
partner assigned to the reception area to
complete admission, transfer and postoperative orders .•

